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Abstract While the integration of chatbot and the simplification of financial terminology in Financial services'
apps are increasingly common, automotive finance apps often show lower user satisfaction for complex terminol-
ogy and rigid content. This study investigates the effects of chatbot interaction modes and the simplification of
financial terminology on user experience in automotive finance apps. We developed prototypes for car lease
tasks under different conditions: the type of user interaction channel (chatbot vs menu-based), and the usage of
financial terminology. A 2 x 2 experimental survey was conducted to measure perceptions of friendliness, read-
ability, trust, and accuracy. The findings revealed that chatbot interactions significantly enhance friendliness more
than menu-based interactions, and simplifying terminology significantly improves readability and friendliness.
However, no significant differences were observed in trust and accuracy between the conditions. Furthermore,
nosignificant interaction effects were found between the two conditions across all variables. This study
contributes by quantitatively assessing the impacts of chatbot consultation modes and terminology sim-
plification on customer experience in financial services.
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